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Learning and Growth Perspective 
‘To achieve our vision, how must our 
organisation learn and improve?’ 
Internal Perspective 
‘To satisfy our customers and 
financial donors, which business 
processes must we excel at? 
Information Literacy is a core competence of the University enhanced by the educational partnership of Librarians, 
Teachers, Researchers, Students and Managers working together at the frontiers of knowledge 
Our mission is to help all members of the University develop the ability to find, evaluate, manage and use information 
effectively for academic, professional and personal purposes by providing:  
•  strategic institution-wide information leadership 
•  world-class information literacy education 
•  a conducive information environment 
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INFORMATION LITERACY STRATEGY MAP 
Mapping Information Literacy Strategy  
 Having Trouble with Your Strategy? Then Map It! 
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The Balanced Scorecard  
The Balanced Business Scorecard (BSC) is a 
strategic performance measurement system 
that encourages a much broader assessment 
of organisational performance than traditional 
business indicators.  
Kaplan and Norton (1992) developed the BSC 
to help managers look beyond financial 
metrics and physical assets to customer-
related measures and intellectual capital.  
The BSC combines 20-30 measures from four 
perspectives to give a fast but comprehensive 
and balanced view of how a company or other 
type of organisation is performing. 
Public Sector Organisations 
The BSC has proved popular with both private 
and public-sector organisations, including 
several academic libraries. Kaplan and Norton 
(2004) have adapted their model to reflect 
important sectoral differences. 
The Mission 
Customer Perspective 
‘To achieve our vision, how 
must we look to our 
customers?’ 
Funder Perspective 
‘If we succeed, how will 
we look to our taxpayers  
(or donors)?’ 
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Strategy Maps 
In 2000, Kaplan and Norton introduced the 
concept of the Strategy Map as a framework 
for developing and implementing strategies. 
This model uses the BSC to define objectives 
related to the four organisational perspectives 
(Financial, Customer, Process, Learning) and 
display their cause-and-effect relationships in 
an easy-to-read one-page graphical summary.  
This system makes it easy to connect vision, 
strategy and resource allocation at all levels of 
an organisation. A key feature of the model is 
its emphasis on communicating the strategy 
to the whole workforce, which is facilitated by 
the easy-to-read format.  
Several academic libraries have used Strategy 
Maps to display their plans on their websites. 
Information Literacy Scorecards 
Strategy Maps offer a novel method for 
communicating information literacy strategies 
and the BSC provides a useful framework for 
identifying performance measures to help 
practitioners assess progress in relation to 
their vision and goals. 
 
Examples of Information Literacy PIs 
Client service 
•  Evaluation of courses by learners 
•  Penetration of curriculum (% of courses) 
•  Satisfaction rates for frontline support 
Financial performance 
•  Income from short courses for external clients 
•  Unit costs for information literacy courses 
Internal processes 
•  Learning resources shared and reused 
•  Take-up of new technologies 
Learning and growth 
•  Papers published by library staff 
•  Participation rates in teacher training 
•  Submissions to best practices database 
‘Strategy maps and Balanced Scorecards constitute the measurement technology for managing in a 
knowledge-based economy.  
By translating their strategy into the logical architecture of a strategy map and Balanced 
Scorecard, organizations create a common understandable point of reference for all their units and 
employees.’ (Kaplan & Norton, 2001: 11) 
